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What do people want or need? Which products, services, or interven-
tions do people want or need?
How do people want or need to interact with the solution in the 
context of use?
Why do people want to interact or behave in a certain way? What do 
they want to achieve within the context of the problem?
What is the underlying structure of the experience? What are their 




Case studies: designing social  infrastructures for complex service systems 




Case study 2: supporting people with severe mental illness The	second	case-study	is	a	project	conducted	by	a	design	and	research	team	led	by	the	author	of	this	paper	for	an	Australian	not	for	profit	organisation.	The	organisation	was	established	and	funded	through	a	federal	government	initiative,	aimed	at	solving	the	systemic	problems	of	supporting	people	with	severe	and	persistent	mental	health	problems	who	acutely	need	help.	We	applied	the	frame	creation	methodology	developed	by	Dorst	(2015),	which	can	be	used	to	adress	open,	complex,	networked	and	dynamic	problems.	The	main	principle	of	the	approach	is	that	addressing	these	problems	requires	a	‘reframe’	of	the	problem,	a	new	perspective	on	the	problem.	The	case	study	illustrates	the	core	steps	of	the	method.	We	used	various	methods	to	identify	the	needs	and	interests	of	the	various	stakeholders	of	this	case,	including	interviews,	cultural	probes	and	various	participatory	design	sessions.	In	line	with	the	frame	creation	approach	we	used	principles	of	hermeneutic	phenomenology	to	analyse	themes	and	develop	frames	and	solution	proposals.	The	NADI-model	was	used	to	communicate	frames	and	solutions	to	stakeholders.	The	project	was	executed	over	the	course	of	six	months.	The	project	was	aimed	at	the	problems	that	arise	from	the	fact	that	many	service	providers	are	currently	involved	when	people	with	a	severe	mental	health	problem	acutely	need	help	when	they	are	very	unwell,	for	example	when	they	are	psychotic,	severely	anxious,	and/	or	suicidal.	The	current	collective	service	response	is	very	traumatising	for	these	people,	while	there	are	also	many	conflicts	between	different	service	providers.	Before	engaging	our	team,	the	partner	agency	had	brought	various	stakeholders	together,	and	the	kind	of	solutions	they	were	thinking	of	included	new	protocols	and	standard	operating	procedures.	However,	in	the	past	interventions	like	that	had	not	led	to	satisfying	outcomes.	When	we	explored	the	needs	and	aspirations	of	these	stakeholders	we	found	a	number	of	reoccurring	themes	across	stakeholders.	In	this	paper	I	will	use	the	reoccurring	theme	‘drive	to	make	a	difference’	to	illustrate	how	an	analysis	of	themes	can	lead	to	the	development	of	solutions.	All	interviewees	and	workshop	participants	who	work	in	the	sector	mentioned	their	drive	to	make	
Speed Sharing event for teachers
- The Municipality organises a speed sharing event
- Teachers come together around a specific topic
- They have brief one-on-one meetings in which they  
share ideas





























Discussion: designing social  infrastructures 
Social infrastructures  The	two	case	studies	reflect	Stacey’s	theory	of	complex	responsive	processes.	The	initial	perspective	in	both	case	studies	was	top-down	and	linear.	The	lesson	box	in	case	study	1	and	the	protocols	and	standard	operating	procedures	in	case	study	2,	both	try	to	a	certain	extend	to	control	the	behaviour	of	the	service	deliverers.	The	successful	interventions	in	the	two	case	studies,	the	speed	sharing	event	and	the	coaching	team,	are	more	in	line	with	complex	responsive	processes.	If	we	look	at	these	interventions	in	the	context	of	their	respective	service	as	if	they	were	complex	responsive	processes,	ongoing	iterated	patterns	of	relationships	between	people,	we	see:	
Speed Sharing event for teachers
- Municipality or school organises a speed sharing 
event
- Teachers come together around a specific topic
- They have brief one-on-one meetings in which they  
share ideas
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Reoccurring themes between service design projects As	themes	are	relatively	stable	and	shared	by	different	stakeholders,	we	have	experienced	that	we	can	also	find	common	themes	across	different	case	studies	with	similar	types	of	stakeholders.	For	example,	the	theme	‘drive	to	make	a	difference’	is	relevant	in	almost	any	kind	of	design	problem	that	includes	service	delivers.	Future	research	is	therefore	aimed	at	identifying	those	common	themes,	and	a	deeper	analysis	of	these	themes	through	hermeneutic	phenomenology.				
Conclusion In	this	paper	I	discussed	the	design	of	social	complex	service	systems	in	the	public	and	social	sector.	Using	Stacey’s	theory	of	complex	responsive	processes,	I	showed	that	service	organisations,	which	include	the	service	infrastructure	and	the	service	interface,	could	be	seen	as	ongoing	iterated	patterns	of	relationships	between	human	beings.	Social	infrastructures	are	infrastructures	that,	in	line	with	this	view,	empower	human	beings	working	in	the	service	organisation	to	creatively	and	continuously	support	each	other	and	themselves.	The	two	case	studies	showed	how	a	human-centred	design	approach	contributes	to	the	design	of	such	social	service	infrastructures.	The	NADI-
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model	was	used	to	illustrate	how	themes,	the	deepest	level	of	needs	and	aspirations	of	stakeholders,	are	particularly	useful	in	the	design	of	social	infrastructures.			Services	play	an	important	role	in	addressing	the	complex	societal	problems	of	our	time.	It	is	therefore	essential	that	we	integrate	a	deep	understanding	of	service	deliverers	and	the	relationships	with	their	colleagues	in	systemic	design,	to	foster	their	drive,	pride	and	passion	to	make	a	difference.		
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